Abstract of the Disclosure 
A collaboration workspace for multi-party resolution is presented that monitors activity 
and presence to improve communication and enhance the ability of service providers and users to 
work together to resolve issues concerning a user request or trouble ticket. Depending on the 
status of the user and service provider (e.g., offline, active, busy, etc.), the communication 
window provides communication in an E-mail or instant-messaging format. 
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